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The public service is the core issue of the construction of the service-oriented 
government, but also the issue to promote economic growth and social development in 
theory and practice. With economic and social development, people’s demand for 
public services and the continuous requirements of quality improve fast. In order to 
meet the needs of the public，improve the of supply of Public services. In order to 
implement the scientific concept of development，push forward the construction of 
service-oriented government , further improve the functions of public services, we 
need to adopt new methods and means .In this article we use the documentary research 
method, comparative study method and  inductive deductive method ，then extract 
the standardization of public services from the numerous literature, analyze the role of 
standardization of public services. We first summarize the process of the construction 
of the service-oriented government in China, Summarize the characteristics of different 
stages of the construction of service-oriented government in China, analyze the 
development context of the theory of service-oriented government, compare the practice 
and theory of the construction of the service-oriented government. Then we research the evolution 
of the theory and practice of public administration abroad, compare the practice and theory of 
public service at home and aboard; after that we learn from the practice of standardization of 
business management, analyze the importance of standardized methods in the promotion of 
business management ,compare Standardized approach to enhance the quality of service of public 
administration and business management; comprehensively investigate the dialectical relationship 
between the various themes of the service-oriented government：the standardization of public 
services can promote the marketization of public services to play the role，the standardization of 
public services can affect the scientific nature of the performance evaluation of public service，the 
standardization of public services can protect to realize the Equalization of public services. Finally, 
through the contrast of these, we think the standardization of public service is the best 
way for service-oriented government to improve service quality, also is new tools and 
















make theoretical discussion about the role of standardization of public services in the 
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年瑞典议会批准了《公民服务法》。美国克林顿政府 1993 年 3 月成立的国家绩效
评审委员会在不断推进政府再造的过程中，提出的基础性改革措施中就包括建立
顾客服务标准，到 1996 年，联邦政府的各行政机构已建立了大约 2000 多个顾客
服务标准，并于 1997 年由全国绩效评估委员会汇集联邦各机构制定“服务标准”，
出版了有史以来第一本政府服务标准手册———《顾客至上：服务美国民众的标








准。韩国 1998 年 6 月颁布了《公共服务宪章》。其主要内容是公开宣布服务内容
和服务标准；如果发生恶劣的服务交付，承诺做出赔偿或提供上诉渠道。到 2006
年，共有 15525 个公共服务宪章。在 20 世纪 90 年代，亚洲一些其他国家也制定
                                                             



































服务标准化理论体系。           








                                                             
① 参见杜义国，江源富. 标准化管理：提升行政服务绩效的系统化方法[J].行政管理改革，2011（4）：55-60. 
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